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· Competition with 
case work

· Strong 
Commitment from 
Organization

· High Complexity 
Support

· Customer driven 
solutions

All support staff 
create solutions as 
they resolve issues

· Competition with 
case work

· Attention to 
solutions to big 
issues

· High Complexity 
Support

· Customer driven 
solutions

All support staff 
create knowledge 
during project time

· Solutions too 
complex for users

· Slower 
publication times

· Medium – to High 
Complexity 
Support

· New release 
solutions

Senior support 
staff create and 
review knowledge

· Capturing real 
customer issues

· Segregated from 
support

· Slower 
publication times

· Low Complexity 
Support

· Writing complex 
solutions 

Dedicated team 
authoring, 
reviewing and 
maintaining 
knowledge
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